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ABSTRACT 
 
Cafe employers realize the importance of visual merchandising management to enhance brand 
image. Visual merchandising is the activity of promoting the sale of representative goods at retail outlets. 
Previous research showed that attractive displays can produce unexpected purchases regularly. Impulse 
buying can enhance brand image. The results of this study indicate that brand image is determined by two 
variables together the virtual merchandising and customer experience. Virtual merchandising and 
customer experience influence significantly in creating unexpected purchases. The test results of path 
analysis show that impulse buying was important in moderating visual merchandising and customer 
experience to determine the brand image. Impulse buying plays a positive and significant role on the 
formation of brand image. 
 




Pengusaha Coffe menyadari pentingnya pengelolaam visual merchandising untuk meningkatkan 
brand image. Visual merchandising adalah kegiatan mempromosikan penjualan barang-barang 
representative di outlet ritel. Penelitian sebelumnya menunjukkan bahwa display yang menarik dapat 
menghasilkan pembelian tak terduga secara berkala. Pembelian tak terduga (impulse buying) dapat 
meningkatkan citra merek. Hasil penelitian ini menunjukkan bahwa citra merek ditentukan oleh 2 
variabel secara bersama-sama yakni virtual merchandising dan pengalaman pelanggan. Virtual 
merchandising dan customer experience berpengaruh secara signifikan dalam menciptakan pembelian 
tak terduga. Hasil uji path analysis menunjukkan bahwa impulse buying berperan penting dalam 
memoderasi visual merchandising dan customer experience untuk menentukan citra merek. Impulse 
buying berperan positif dan signifikan terhadap pembentukan brand image. 
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